
Established in October 2010 
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 Lupe Flores – Regional Manager 
◦ CalFresh (CF) Continuing Workload 

 3units – 3 Eligibility Supervisors +3 Assistant Supervisors 
 15 Telephone Agents - Eligibility Workers 

 5 Telephone Agents - Eligibility Clerks (in training for multi-tier enhancement) 

◦ Workforce Management (WFM) 
 1unit – 1 Admin Services Supervisor 

 5 Admin Services Analyst + 1 Program Specialist 

 
 Keith Bohannon – Regional Manager  
◦ Medi-Cal (MC) Continuing Workload 

 5units - 5 Eligibility Supervisors +5 Assistant Supervisors 
 29 Telephone Agents - Eligibility Workers 

 8 Telephone Agents – Eligibility Clerks (in training for multi-tier enhancement) 

◦  Riverside Regional Call Center (RRCC) 
 4-5 MC Agents Rotated Daily 
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 Single Program Workers 

 One and Done philosophy 
◦ Case actions and eligibility determinations are 

taken to the furthest extent possible 

 The CCC supports- 30% of the CF and MC 
cases in the Metro Riverside County Area  
◦ 31,000 out of 107,000 CF Cases 

◦ 109,000 out of 346,000 MC Cases 

 Call Volume - Monthly Average 
◦ 12,500 Offered and 8,800 Handled (30%) 
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 70% of calls will be answered within 120 
seconds 70/120 

 Call abandonment rate is not to exceed 20% 
 100% of calls will be documented using the 

C-IV Call Log 
 Average Handle Time (AHT) is currently 

suspended 
 

 Refer to Dashboard handout and Monthly 
Trend Report on Website for additional Call 
Center data 
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 Reports are used to measure call center 
performance 

 The WFM team extracts data on a daily, weekly 
and monthly basis to create various reports 

 The Dashboard and Trend are distributed at all 
levels 

 Data analysis has assisted in decision making: 
◦ Ratio of CF to MC agents 35% - 65% 
◦ Type of Questions - used to propose multi-tiers to be 

handled by eligibility vs non-eligibility telephone agents  
◦ Frequently asked questions - used to recommend an IVR 

redesign to enhance the self-serve options offered to 
customers 
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 Expand the pool of Agents to include 
Eligibility Service Clerks 

 Use the IVR reason for call options to route 
calls to the appropriate skill level 
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 Implemented  in June of 2014 

 The caller stays on the line after the Agent 
hangs up, to complete the survey 

 The survey is five questions long 

 Results are received daily from C-IV 
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 Survey questions were determined through a 
collaborative effort by 

 

◦ Riverside County Assurance Review Staff 
 

◦ Riverside County DPSS Policy Staff 
 

◦ Call Center Leadership Staff 
 

◦ DPSS Executive Staff 
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 Results are summarized in Pivot Tables 

 
◦ Results by question 

 

 

◦ Dissatisfied callers 

 

◦ Percentage of calls handled where survey was 
completed 
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 Results by Question 
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 Dissatisfied Caller 
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 Percentage of calls handled where survey was 
completed, percentage of satisfied surveys and 
percentage of dissatisfied surveys 
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Agents with the highest ratio of surveys taken 
per calls handled are recognized  
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Results displayed in pivot charts 
Results can be filtered by language, date, program, Unit and Worker 
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 Post Call Survey results are included in our 
Monthly Trend Report 
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Program Category Sub-Category May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17 Mar-17 Apr-17
YTD  

Average

Medical / CalFresh
Post Call Survey 

Results (PCS)                       

Surveys Completed (Number of Surveys 

completed for the reporting month)                                                                                                                                                 
3,169 3,413 2,897 3,861 3,128 3,275 2,756 2,986 2,570 2,782 3,374 3,090 3,108

Medical / CalFresh % of Favorable Surveys 96% 97% 97% 97% 96% 97% 97% 96% 96% 95% 96% 97% 96%

Medical / CalFresh % Issue Resolved 94% 94% 93% 93% 93% 92% 93% 92% 92% 91% 93% 93% 93%

Medical / CalFresh % Recent Call Same Issue 39% 38% 39% 37% 38% 37% 37% 38% 37% 38% 38% 38% 38%

Monthly Trend Report
Customer Call Center (MediCal & CalFresh Continuing) At A Glance
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And in the Customer Call Center Monthly Dashboard 
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 Lupe Flores – Regional Manager 
◦ (951) 955-7233 

 

 Keith Bohannon – Regional Manager  
◦ (951) 955-3451 

 

 Riverside County Customer Call Center  
◦ 2300 Market Street 

◦ Riverside, CA  92501 
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